The paper presents a framework for categorising the benefits of e-governance in the Indian context, wherein four dimensions of benefits are proposed i.e., economic benefits, quality of service (QoS) benefits, quality of governance (QoG) benefits and personal development. To test the proposed framework, the study has selected e-governance services offered by New Delhi Municipal Council (NDMC). Primary data has been collected from 515 users of NDMC's e-governance services to study their perceptions regarding the proposed dimensions of e-governance benefits. The factor analysis technique has been used to identify the dimensions of e-governance benefits. The study also examines how the citizens' perceptions regarding the realisation of e-governance benefits differ according to their demographic characteristics (gender, age, education, occupation and income). The findings of the study indicate that e-governance services are most beneficial in terms of economic benefits, followed by benefits in terms of QoS and QoG.
can be caught by the citizens very easily which can affect the reputation of the Government (Sharma, 2016) . E-governance is also beneficial in terms of reducing corruption. It reduces the discretionary powers of Government officials and hence helps in curtailing corruption (Sharma, 2016) . Bhatnagar (2010) has categorised the impact of e-governance for citizens into three key dimensions which include economic impact, governance and quality of service (QoS). Economic impact relates to the time and cost incurred for accessing e-governance services; governance relates to corruption, transparency and accountability of the Government; QoS relates to decency, fairness and convenience.
In this study, we propose the following four dimensions of e-governance benefits: economic benefits, QoS benefits, quality of governance (QoG) benefits, and personal development.
Economic benefits
Economic benefit is "a benefit that can be expressed numerically as an amount of money that will be saved or generated as the result of an action". 8 Economic benefits of e-government are direct benefits realised by the citizens, which contribute to direct savings in costs and time (Bhatnagar, 2008 (Bhatnagar, , 2010 . Cost savings include a reduction in travel cost (Bhatnagar, 2008; Gallo et al., 2014) , savings on the amount paid to agents to facilitate services (Bhatnagar, 2008) , and savings of expenses incurred on phone calls, posts, etc. for transmitting information (Gallo et al., 2014) . 'Time saving' benefits are related to the reduced number of transactions which include reduced travel time, time saved due to one-time submission of data etc. (Gallo et al., 2014) . For a developing country like India where the citizens have not very high-income levels, 'economic benefits' are of a great importance as these are related to direct realisation in terms of money.
Quality of service (QoS) benefits
QoS or service quality is a measure of how well a delivered service matches the customers' expectations. Many researchers define QoS as the extent to which a service meets customers' needs or expectations (Asubonteng et al., 1996; Barbara and Vincent, 1990) ; Gefen, 2002; Wisniewski and Donnelly, 1996) . Various researchers have identified several dimensions of service quality in the context of online services (Kaynama and Black, 2000; Zeithaml et al., 2001; Liljander et al., 2002; Loiacono et al., 2002) .
Quality of service (QoS) is a vital aspect to the success of e-government. Agrawal et al. (2007) propose a multi-dimensional scale for measuring e-governance service quality (EGOSQ) which includes accuracy and reliability of information, friendly and courteous interaction by employees, integration of services, enhanced accessibility, active service recovery, and assurance of services. Bhatnagar (2010) measures QoS of e-government through the quality of interaction with functionaries in terms of their attitude and behaviour, satisfaction with the mechanism for complaint handling and problem resolution, convenience of working hours and ease of access to service. Alanezi et al. (2012) measure QoS of e-government through various dimensions such as efficiency, privacy, fulfilment, interactivity, personalisation, and responsiveness. Hien (2014) proposes three key dimensions for measuring e-government service quality: reliability, communication and responsiveness. Hien (2014) defines reliability as the service provider's (government's) ability to provide accurate and dependable services. Communication is keeping the customer (citizen) aware and informed, whereas responsiveness is the willingness of service provider (government) to assist the citizens by providing fast and efficient services (Hien, 2014) .
Citizens expect delivery of high-quality services from the government. The government also aims at providing high-quality services to citizens through egovernance. QoS is an important dimension of the benefits of e-government.
Quality of governance (QoG) benefits
Quality of governance (QoG) also referred to as good governance, has been studied by various researchers (Andrews, 2010; Gilley, 2006; Grindle, 2007; Holmberg et al., 2008; Ott, 2009) . QoG has received increased attention in developing countries (Smith, 2007) . The concepts of QoG and good governance are used by many international organisations such as the World Bank and the United Nations. World Bank's 'Worldwide Governance Indicators' measure QoG through various parameters such as accountability, government effectiveness, regulatory quality, and control of corruption, etc.
9 Rothstein and Teorell (2012) argue that QoG is indicated through impartiality, the absence of corruption, democracy, and government efficiency. Vittal (2004) argues that 'equal opportunity for individuals to realise their full potential and maximum productivity in the utilisation of physical resources', is also an indicator of good governance or QoG.
E-government may act as a vital force for transformational improvement in QoG. Reduction of corruption, greater transparency and accountability are some of the benefits, observed as a result of implementing e-government (Gopakumar, 2001 ). Transparency and accountability in governance contribute to the societal harmony which benefits the citizens especially the down trodden and under privileged sections of the society (Pathak and Prasad, 2005) . E-government makes the government officials more accountable for their actions. Unlike in the manual system, the inappropriate actions can be traced and fixed in e-government system. Citizens can track their applications, complaints, and any delay can be brought to the notice of higher authorities which help in improving accountability of the government and reducing corruption, thereby improving QoG.
In the context of India, where corruption is a major problem faced by citizens, benefits in terms of QoG are important to be included as a dimension of e-governance benefits.
Personal development
Personal development includes improving self-knowledge, improving or learning new skills, and improving potential (Aubrey, 2010) . Adoption of e-governance may lead to the personal development of citizens by enhancing their e-skills, improving their digital literacy, and empowering them digitally. E-skills are the set of technical skills and internet knowledge and concepts required for the effective usage of services provided at different stages of e-government (Khan et al., 2010) .
The United Nations Expert Group Meeting Report on e-Government (2011) highlights the fact that e-governance in Romania has helped the citizens in acquiring e-skills and enhancing digital literacy. The report also discusses the new competencies, and attitude and awareness changes developed in the citizens of Germany as a result of adopting e-governance. Hon'ble Prime Minister of India Mr. Narender Modi, has also laid emphasis on digital empowerment of citizens of India by making all government documents/certificates available online under the 'Digital India' program. 10 Hence, personal development of citizens (in terms of digital empowerment and digital skills enhancement) is an important dimension of e-governance benefits.
Research hypotheses
Several researchers have discussed the role of demographic characteristics in explaining the adoption of e-governance but the relationship of these characteristics with the realisation of e-governance benefits has not been studied much. There is an agreement in the literature with the fact that demographic or socio-economic variables such as gender, (Dwivedi and Weerakkody, 2007; Al-Shafi and Weerakkody, 2010) , age, (So et al., 2005; Venkatesh et al., 2003; Choudrie and Lee, 2004) , education, (Choudrie and Dwivedi, 2005; Choudrie and Papazafeiropoulou, 2006) , occupation (Gilligan and Wilson, 2003) and income, (Mason and Hacker, 2003; Chinn and Fairlie, 2004; Choudrie and Dwivedi, 2005) , significantly help to explain differences between the adopters and non-adopters of e-governance services. Venkatesh et al. (2003) opine that males are more likely than females to adopt e-governance services. Mamatha and Singh (2013) in their study conducted in the Bihar state of India, argue that while it is generally assumed by policy makers that e-governance programs will benefit men and women equally, the ground reality is that there is a vast difference in the availability, use, and access to e-governance schemes for men and women. The authors further argue that even in urban areas in India, as compared to men, a very low number of women use the e-governance services and facilities. The lack of mobility and unavailability of infrastructure are the main factors responsible for Indian women to have less access to e-governance services and for their dependence on males (Mamatha and Singh, 2013) . Hence it is necessary to examine the gender perspective in the benefits of e-governance services in the Indian context.
Gender

Age
Several researchers have explained age as an independent predictor for the usage and adoption of e-governance services (Venkatesh et al., 2003; Choudrie and Dwivedi, 2005; Dwivedi and Lal, 2007; Al-Shafi and Weerakkody, 2010) . Venkatesh et al. (2003) have found evidence that explains the significant, direct and moderating effect of age on the behavioural intention to use technology. Dwivedi and Lal (2007) have proposed that age can be considered as an independent variable to explain the differences between adopters and non-adopters of e-government. Al-Shafi and Weerakkody (2010) conclude that there is an increase of e-government adoption with the increase of age among Qatari citizens; however the adoption rate decreases after 44 years of age. Since the older citizens have less skill and motivation to acquire and use new technology (Redsell and Nycyk, 2010) , hence they are not expected to utilise the benefits of e-governance services to a large extent. Younger citizens are more likely to visit e-government websites and utilise its services than senior citizens (Hong et al., 2014) . Burgess (1986) opines that people with higher educational qualifications are more likely to have more positive attitudes toward the adoption of innovations. Previous studies on technology suggest a positive correlation between the education level and technology adoption (Venkatesh et al., 2000) . Venkatesh et al. (2000) suggest that people with higher level of education use computers more than less educated people. Several researchers have examined the effect of education on the adoption of e-governance services and confirmed the assumption that education correlates positively with adoption of e-government (Choudrie and Dwivedi, 2005; Dwivedi and Lal, 2007; Colesca and Dobrica, 2008 and Al-Shafi and Weerakkody, 2010) . Colesca and Dobrica (2008) have studied the impact of demographic variables on e-government adoption and have concluded that education level has the most significant impact. The authors opine that more highly educated people find government websites to provide more information. Moreover, the content of the government websites is more accessible to more highly educated people (Colesca and Dobrica, 2008) . Hence it is imperative to examine the relationship of age with the benefits of e-governance services. Ahmad and Batarseh (1994) have argued that those working in public sector are more satisfied with public services compared to workers of private and non-profit organisations. Gilligan and Wilson (2003) argue that occupation can be used to differentiate the adopters and non-adopters of the internet. This is because the internet is useful in performing job-related tasks; therefore, respondents with higher and skilled occupation categories are more likely to adopt the internet, which is not expected for the lower occupation categories (Gilligan and Wilson, 2003) . A study by Dwivedi and Lal (2007) has found that occupation significantly helps in explaining differences between adopters and non-adopters of new technologies. Komba and Ngulube (2014) also conclude that there exists a significant association between occupation and access to e-government information and services. Hence the present study proposes to examine the relationship of occupation with the e-governance benefits.
Education
Occupation
Income
The diffusion of innovation theory suggests that new technologies are initially adopted by those with more resources or high incomes (Rogers, 1995) . The findings of a longitudinal study using USA census data finds that income enhances computer ownership (Venkatesh et al., 2000) . Furthermore, this study suggests that there exists a considerable gap between the lower and higher-income groups (Venkatesh et al., 2000) . A study by Choudrie and Dwivedi (2005) also confirms that income and occupation drive the general pattern of technology ownership and usage. Komba and Ngulube (2014) conclude that there exists a significant difference in terms of household income level between the adopters and non-adopters of e-government. In developing countries, income plays a critical role in explaining the use of technology as it defines the capacity of people to utilise internet services (Abu-Shanab, 2013) . Therefore, the relationship of income with the benefits of e-governance services should be examined in the Indian context.
To examine the relationship of various demographic characteristics of citizens with the categories of benefits of e-governance services, following hypotheses are proposed:
Economic benefits
H1a: There is a significant difference in the perceptions of economic benefits of egovernance services between males and females.
H1b: There is a significant difference in the perceptions of economic benefits of egovernance services across the age groups.
H1c: There is a significant difference in the perceptions of economic benefits of egovernance services across the education levels.
H1d: There is a significant difference in the perceptions of economic benefits of egovernance services across the occupations.
H1e: There is a significant difference in the perceptions of economic benefits of egovernance services across the income levels.
QoS benefits
H2a: There is a significant difference in the perceptions of QoS benefits of egovernance services between males and females.
H2b: There is a significant difference in the perceptions of QoS benefits of egovernance services across the age groups.
H2c: There is a significant difference in the perceptions of QoS benefits of egovernance services across the education levels.
H2d: There is a significant difference in the perceptions of QoS benefits of egovernance services across the occupations.
H2e: There is a significant difference in the perceptions of QoS benefits of egovernance services across the income levels.
QoG benefits
H3a: There is a significant difference in the perceptions of QoG benefits of egovernance services between males and females.
H3b: There is a significant difference in the perceptions of QoG benefits of egovernance services across the age groups.
H3c: There is a significant difference in the perceptions of QoG benefits of egovernance services across the education levels.
H3d: There is a significant difference in the perceptions of QoG benefits of egovernance services across the occupations.
H3e: There is a significant difference in the perceptions of QoG benefits of egovernance services across the income levels.
Personal development
H4a: There is a significant difference in the perceptions of personal development by using e-governance services, between males and females.
H4b: There is a significant difference in the perceptions of personal development by using e-governance services, across the age groups.
HB4c: There is a significant difference in the perceptions of personal development by using e-governance services, across the education levels.
H4d: There is a significant difference in the perceptions of personal development by using e-governance services, across the occupations.
Methodology
Research design and research method
Both exploratory as well as descriptive research designs are used in the study. Literature review, interview, and focus group discussion methods of exploratory research design are used to generate the items for e-governance benefits. Survey method of descriptive research design is used to obtain the primary data regarding the citizens' perceptions of benefits of e-government services on offer by NDMC. A self-administered structured questionnaire is used as survey instrument for primary data collection.
Survey location and target respondents
The survey has been carried out in the NDMC region of Delhi. Individuals above 18 years of age (both males and females) who have used at least one of the e-government services provided by NDMC through NDMC's website (https://www.ndmc.gov.in/) during previous three months are considered as target respondents for the survey.
Sampling technique and sampling distribution
In spite of the establishment of probability sampling (random sampling) methods since the 1930s, non-probability sampling methods have remained popular among researchers. The increase of costs and the decline of response rates for administering probability (random) samples have led researchers to search for a non-probability sampling method as an alternative to probability sampling. Quota sampling, which is a non-probability sampling method, is believed to be the closest in representativeness to probability sampling and the results from a quota sample are statistically equivalent to those from a probability sample (Yang and Banamah, 2014) . In the present study, proportionate quota sampling technique (non-probability sampling) is used for selecting the survey respondents. There are 9 wards under NDMC.
11 For each of the 9 wards, quotas are decided on the basis of the ward's population proportion in the total population of NDMC. A sample consisting of 515 citizens is used for the study. Table 1 depicts the ward-wise population of NDMC and the proportionate number of respondents constituting the sample. 
Questionnaire design
A two-stage research was designed to develop the questionnaire. Initially, a pool of attributes in probably four dimensions of e-governance benefits was formed on the basis of the literature review. In the second stage, the initial pool of items was refined using the qualitative techniques of focus groups and in-depth interviews with users of online citizen services offered by NDMC. This resulted in a pool of thirteen items spread across proposed four dimensions of e-governance benefits ( Table 2) . The pre-test questionnaire was tested with 50 users of NDMC e-government services, in the real survey settings. On the basis of the respondents' feedback, unclear words and sentences were revised and the placements of certain questions were also changed. The revisions done on the basis of pre-test resulted in a structured questionnaire consisting of 13 items related to various dimensions of e-governance benefits. Five-point Likert Scale has been used ranging from Strongly Disagree to Strongly Agree for scaling responses of these items. The questionnaire also consisted of questions related to the gender, age group, educational level, occupation and income group of respondents and one question related to the e-government service(s) availed by the respondent through NDMC website.
The final version of the questionnaire was distributed among the targeted sample. From 600 distributed questionnaires. From 700 distributed questionnaires, 534 responses were received, a response rate of 76.3%. After removing unviable responses (incomplete responses, selection of more than one answer, unanswered), we have chosen 515 usable responses as a sample.
Table 2 Dimensions and items
Dimension
Proposed items Referred to
Economic benefits
• E-governance services are accessible to me at any time and at any place
• Overall process of availing e-governance services is time-saving
• Travelling cost involved in availing egovernance services is less
• Amount saved on expenses incurred on phone calls, posts, etc. for availing e-governance services is less Gallo et al. (2014) Bhatnagar (2008) Bhatnagar (2010) QoS benefits • E-governance services are delivered within the expected time frame
• The rules and procedures involved in availing e-governance services are clear to me
• Availability of information about e-governance services is accurate and reliable
• Complaint handling procedure is easy
• Monitoring the status of my application is easy Alanezi et al. (2012) Hien (2014) Bhatnagar (2010) Agrawal et al. (2007) QoG benefits • Corruption involved in availing e-governance services is less
• Amount paid to agents for availing e-governance services is less
• Government is accountable while providing e-governance services Rothstein and Teorell (2012) Bhatnagar (2010) Personal development
• Using e-governance services enhances my skills (computer skills, technical skills etc.) Aubrey (2010) 5 Data analysis
Sample profile
Out of 515 respondents surveyed, 72.8% were males and 27.2% were females. In terms of age group, 48.7% of respondents were in the category of 18-25 years, 19.6% were in the age group of 26-35 years, 14.2% in 36-45 years, 13.3% in 46-60 years whereas the remaining 4.2% were in the age group of 61 years and above. The majority of the respondents use the NDMC website for paying electricity bills (73.4%) and water bills (69.5%). Many respondents use the website for filing complaints (52.5%) and downloading application forms of various departments (54.4%). Some respondents use the online welfare services offered by NDMC (42.6%) and some use the website for availing services related to birth/ death certificates (28.4%). A very few respondents use the website for viewing NDMC reports (22.9%), recruitment notices (18.1%) and public notices (10.9%) Out of all the respondents, 48.2% respondents have been using NDMC's e-governance services for last 1 year, 28.5% respondents have been using these services for last three years and 23.3% have been using the services for more than three years.
As far as the frequency of usage is concerned, 33.6% respondents use the NDMC's egovernance services once a month, 36.5% use the services twice a month and 29.9% use the services more than twice a month.
Validity and reliability
The items of the questionnaire were developed on the basis of extant literature review, thus ensuring the content validity. The questionnaire was also pilot tested with a panel of academicians, researchers and users of NDMC e-government services, after which necessary changes were made to improve the content as well as clarity of the questionnaire. Then, a sample of respondents distinct from those included in the pilot test was asked to pre-test the questionnaire. Construct validity was evaluated by using factor analysis. Table 2 (a) shows that the Barlett's test of sphericity was significant, indicating that the factor analysis was feasible. Also, the Kaiser-Meyer-Olkin (KMO) measure was large enough to support the data adequacy for factor analysis. Latent root criterion was employed to obtain the number of dimensions to be retained for further analysis. Using this criterion, four dimensions were retained which represent 63.677% of the variance of the 13 items (Table 2(b)). Factor loadings of the items on the retained factors are exhibited in Table 3 . The factor loadings of all the items are above 0.5 which indicates their high correlation with the respective factors (Hair et al., 2005) . Four dimensions are retained for e-government benefits as a result of factor analysis. The first dimension is named as 'Economic Benefits' since the four items (Eco1-Eco4) included in this dimension are related with time and cost savings as a result of using e-government benefits. The second dimension comprising of five items (QoS1-QoS5) is labelled as 'quality of service benefits' as it indicates the improved quality of e-government services. The third dimension consists of three items (QoG1-QoG3) which relate to the accountability and transparency of government in providing services. Hence this dimension is meaningfully labelled as 'Quality of Governance Benefits'. The item PD-related with the enhancement of skills as a result of using e-government services, has not loaded with any of the dimensions. Hence, this item is treated as a separate dimension of 'Personal Development'. The reliability of scale constructs was calculated using Cronbach's alpha (Table 4) . The Cronbach's reliability coefficients for all constructs were higher than the minimum cutoff value of 0.70 (Nunnally and Bernstein, 1994) . 
Mean scores
Table 5(a) shows the overall mean scores for various categories of benefits of e-governance services. The major benefits of using NDMC's e-governance services as perceived by the citizens are economic benefits (mean score = 3.856), followed by QoS benefits (mean score = 3.747) and QoG benefits (mean score = 3.379). This indicates that citizens find the NDMC's e-government services to be very beneficial in all aspects, especially in terms of time and cost savings. However, citizens do not find the use of e-governance services to be beneficial in terms of personal development (mean score = 2.173). 
Hypotheses testing
The hypotheses H1a, H2a, H3a and H4a have been tested by using Independent Samples t-test whereas ANOVA tests have been used to test the remaining hypotheses. The results obtained through independent samples t-test on the perceptions of e-governance benefits between gender categories i.e., males and females are presented in Table 6 . Results of Levene's Test for Equality of Variances reveal that variances among males and females perceptions are equal for all the dimensions of e-governance benefits. Therefore, t-values in the 'equal variance assumed' rows are used for analysing the results of independent samples t-test for all the dimensions. It can be noticed that except for economic benefits (t = -2.878, p < 0.01), there are no significant differences between the perceptions of males and females regarding e-governance benefits. Therefore, HB1a is accepted whereas HB2a, HB3a and HB4a are rejected indicating that there is a significant difference in the perceptions of economic benefits only, between males and females. Further, from Table 5 (b), it can be noticed that males consider e-governance services to be more economically beneficial (mean score = 2.165) as compared to females (mean score = 2.071). Tables 7(a)-10(a) indicate that there are significant differences in the citizens' perceptions of economic benefits on the bases of all demographic variables i.e., age (F = 3.195, p < 0.05), education (F = 3.897, p < 0.05), occupation (F = 4.155, p < 0.01) and income (F = 6.206, p < 0.01). Similarly, significant differences are exhibited in the citizens' perceptions of QoG benefits across all the demographic variables i.e., age (F = 15.587, p < 0.01), education (F = 28.762, p < 0.01), occupation (F = 11.470, p < 0.01) and income (F = 24.185, p < 0.01). However, the perceptions of citizens regarding QoS benefits and personal development differ significantly only on the basis of occupation (F = 2.543, p < 0.05 and F = 2.451, p < 0.05 respectively). Thus hypotheses H1b-H1e, HB2d, H3b-H3e, and H4d are supported.
Differences on the basis of age
Further, Table 7(b) indicates that citizens in the age groups of 18-25 years and 26-35 years significantly differ with that of 45-60 years on the perceptions of economic benefits. Table 5(b) shows that the economic benefits of using e-governance services are realised most by the citizens belonging to age group of 45-60 years (mean score = 4.338). Also, citizens who are 60 years and above have significantly different perceptions of QoG benefits with the citizens of the age groups 18-25 years, 26-35 years and 36-45 years (Table 7(b)). Citizens belonging to this age-group (60 years and above) do not consider the e-governance services beneficial in terms of QoG (mean score = 2.704, Table 5 (b)).
Differences on the basis of education
On the basis of education, Table 8(b) indicates that the perceptions regarding economic benefits differ significantly between citizens of 10+2 level and graduate level. The economic benefits are realised least by the citizens at 10+2 level whereas the citizens at higher education levels i.e., graduate or post graduate levels consider the e-governance services to be more economically beneficial. Also, citizens who are post-graduate significantly differ on the perceptions of QoG benefits, with those having 10+2 or graduation as educational qualifications. The post graduate citizens do not consider the e-governance services beneficial in terms of QoG (mean score = 2.967, Table 5 (b)).
Differences on the basis of occupation
As far as occupation is concerned, Table 9(b) shows that housewives significantly differ with self-employed citizens and private sector employees, on the perceptions of economic benefits of using e-governance services. Economic benefits of using e-governance services are realised most by the housewives followed by public sector employees (mean scores = 4.182 and 4.011 respectively, Table 5 (b)). Also, the opinions of public sector employees differ significantly with that of students, housewives and self-employed citizens, regarding QoS benefits of using e-governance services (Table 9(b)). The QoS benefits of using e-government services are most realised by self-employed citizens (mean score = 3.797) and least realised by public sector employees (mean score = 3.383, Table 5 (b)). The results also indicate that perceptions of QoG benefits are significantly different for the unemployed citizens from the citizens of rest of the occupations. The QoG benefits of using e-governance services are least realised by unemployed citizens (mean score = 2.667, Table 5(b)) whereas students realise the QoG benefits the most (mean score = 3.659, Table 5(b)). As far as perceptions on personal development are concerned, public sector employees have different opinions from students, self-employed citizens and private sector employees. Public sector employees consider the use of e-governance services to very beneficial for personal development (mean score = 3.087, Table 5 (b)).
Differences on the basis of income
From Table 10(b), it is observed that perceptions of income tax payers are significantly different from BPL card holders and non-income tax payers, regarding the economic benefits of using e-governance services. Also, the perceptions of QoG benefits of using e-governance services are significantly different across all the income categories. BPL card holders consider the use of e-governance services to be the most beneficial in terms of economic benefits as well as QoG benefits (mean scores = 4.030 and 4.025 respectively, Table 5 (b)). 
Discussion
From the citizens' perspective, e-governance services are most beneficial in terms of economic benefits. Citizens appreciate the economic benefits of using e-governance services because e-governance services are accessible to them at any time and place. Also, their travelling cost and time are saved because of availing services online, which are otherwise wasted while availing services manually. In today's' fast life, people are very busy with their hectic job schedules and other household responsibilities, therefore time is the most important factor for them. People do not want to waste their valuable time in queues for paying electricity/water bills or going to municipal offices for small services. In this digital age when people have access to smart phones, they want all government services to be availed through the internet. Therefore, economic benefits are very important for all the citizens. However, there are certain differences in the opinions of citizens on the bases of their demographic characteristics. Males consider the use of e-governance services to be more beneficial than females. This is because in Indian families, the activities like electricity bill payment, water bill payments etc. are mostly carried out by males. As they (males) use these services more, they are better able to realise the benefits of the same in terms of saving time and money. Although females consider the e-governance services to be less beneficial as compared to males, however, housewives understand the economic benefits of using these services well. This is due to the fact that housewives use certain egovernance services like online registration of complaints about unauthorised constructions, burning of leaves, garbage/solid waste etc., along with other services. Online services save their lot of time and hence they understand the economic benefits of using these services. The citizens in the middle age group (36-60 years) are better able to appreciate the economic benefits of using e-governance services as compared to lower age groups or senior citizens. This can be attributed to the fact that the persons belonging to this age group (36-60 years) are the heads of the families and they bear the responsibilities of paying electricity/water bills, property taxes etc. Since they use these services more as compared to other citizens, they recognise the economic benefits in terms of accessibility and saving time and money. Also, the citizens who are well educated perceive the use of e-governance services to be more beneficial in terms of saving time and money. This is because educated people know how to use e-governance services and hence they are able to appreciate the benefits of the same.
Lastly, using e-governance services is most beneficial for the citizens who are below poverty line (BPL). This is because money is most important for the citizens belonging to this category and they save a lot of money in terms of travelling cost by using various government services through online mode.
The next category of e-governance benefits which is appreciated by the citizens is QoS. All the citizens irrespective of their gender, age, education and income consider that e-governance provides good QoS, as compared to manual government services. This is because the citizens find all the information required for availing e-governance services on the website itself. Also, they find the procedures involved in availing these services more systematic and clear. Various services e.g., online submission of forms can be very easily and systematically availed through online mode. While filling forms online, citizens cannot miss any entry or step as the system would not allow them doing so, which otherwise may be missed while doing it manually. Citizens consider this to be very advantageous as they do not have to go to government departments or ask various government officials for necessary information and procedures. The online mode provides the citizens with a single platform for completing their transactions. They do not have to physically go from one window to the other for availing one particular service. In today's changing society where the culture of impatience is growing, people neither want to wait in queues for availing government services, nor do they want to talk to so many officials for understanding various rules and procedures. They find interacting with government officials frustrating and hence consider online government services better.
Citizens also find e-governance services good in terms of timeliness of their delivery. They believe that e-governance services are generally provided within expected time frame, whereas government services through manual mode are very time-consuming. They have the facility of monitoring the status of their applications online (e.g., through e-SLA) which saves their lot of energy and time which otherwise is wasted while interacting with government officials (while availing services through manual mode). Citizens also find the complaint handling procedure of e-governance services easy and responsive as compared to a manual system where they do not get a proper response from the government officials. Citizens expect the government to be fast and efficient in providing services and they believe that e-governance is a good way of achieving the same.
Although citizens of different demographic characteristics have similar opinions about the quality of e-governance services, however, citizens who are public sector employees consider these services to be less beneficial as compared to citizens having other occupations. This can be attributed to the fact that public sector employees have their own networks of people working in various government departments and they rely more on them for various information required for availing government services. They do not want to see the government websites for the required information or for monitoring the status of their applications/complaints. Rather, they are more comfortable in asking the people in their network regarding the same. Also in India, people working in public sectors are not very tech-savvy till date and therefore are not able to use the e-governance services very comfortably. Hence they are not able to appreciate the quality of e-governance services to a very great extent as appreciated by other people.
As far as the QoG in e-governance services is concerned, there are mixed opinions of citizens. The citizens who are BPL consider the QoG of e-governance services to be very good. They believe that government is accountable while providing services through online mode. The reason for the same can be attributed to the reduction in corruption because of e-governance services. The BPL citizens are generally less aware of the government rules and procedures and become easy targets of corruption while using the manual government services. But e-governance services give them a chance to use the services directly without intervention of any agents. Therefore, they do not have to pay any amount to agents while using e-governance services, which is a huge saving for citizens who are BPL.
However, citizens in higher age groups (40 years and above) and citizens having higher educational qualifications (post graduates) have a different opinion altogether. They do not think that e-governance services have good QoG. This can be due to the fact that these citizens require a broad range of services as compared to the citizens in lower age groups or the ones who are less educated. They want to use online medium for all possible government services. But there are very limited government services which are available online. Due to the limited spectrum of e-governance services, citizens are not able to avail those services online which they intend to use. Therefore, they think that government has made only those services online which do not involve a high degree of corruption. There are many services viz. license renewal etc., in which chances of corruption are very high, but these services are not made available online. Hence, citizens who wish to use such services do not perceive the e-governance services to be accountable and transparent. On the other hand, the kind of government services which are required by BPL citizens is very limited and small e.g., payment of electricity/water bills etc. Since these services can be easily availed online, BPL citizens consider the QoG of e-governance services to be very good and therefore have a different opinion from citizens in higher age groups (40 years and above) or citizens having higher educational qualifications (post-graduates).
Regarding the personal development of citizens because of using e-governance services, all the citizens except public sector employees disagree with the contribution of e-governance services in personal development. Citizens do not feel that there is any sort of enhancement in their skills (technical/digital skills) because of using e-governance services. Only public sector employees feel that their skills are enhanced because of this. The public sector employees were used to using the traditional (manual) systems of using government services because of their job profiles. But adoption of e-governance services has changed their working styles. Because of using e-governance services, they have learnt how to use computers, how to use the internet, how to make electronic transactions etc. Therefore they feel that learning so many skills have led to their personality development. But the other citizens do not feel so as the use of computers and internet is no big deal for them and this does not contribute to their personality development.
Limitations and suggestions for further research
In this study, quota sampling (non-probability sampling) has been used to select the respondents and the study is based on a sample of 515 users only, which make the findings of this study probabilistic. Future research needs to use more diversified random samples in order to check the generalisability of research findings. Also, we have selected only those e-government services which are provided by NDMC. Clearly, the answers were influenced by the nature of the e-government services selected. Future studies should include a broader set of e-government services to validate these results. Lastly, we have considered only four categories of e-government benefits: economic benefits, QoS benefits, QoG benefits and personal development. There may be some other benefits of using e-governance services which are not considered in the study. Thus further research needs to contain more desirable benefits, in order to gain better insight.
